
The multifamily segment of the real estate industry is poised for a 
year of near-unprecedented growth. Coming off a record-breaking 
2021, which saw overall occupancy and rents rise to above pre-
pandemic levels, the multifamily property management industry is 
set to carry that strong momentum into 2022.



Driven by low vacancies and rising rents, the National Association 
of Home Builders anticipates that 

, translating to roughly 
496,000 new units. This strong growth in the multifamily sector is 
set to boost overall housing production, which is expected to rise 
2.5% this year to an annual pace of 1.63 million.



Another factor that is driving demand for new housing is stronger 
household formation, which has been suppressed as a result of the 
pandemic. As a result of the growing economy, new households 
are driving the demand for rentals, which is expected to match the 
pace of new deliveries in 2022. Analysts at CBRE 

 and nearly 7% growth in net effective rents in 
the coming year.

new multifamily construction 
projects will rise by 6.3% from 2021

forecast 
multifamily occupancy levels to remain above 95% for the 
foreseeable future

How to Streamline Multifamily Lead 
Generation with AI-Powered Assistants

Multifamily Market Outlook for 2022

Overcoming Lead Generation Challenges with 
Emerging Technologies

To summarize the state of the multifamily market in 2022: 
rents are up, vacancies are down, and investments are surging. 
These favorable conditions combined paint a positive picture for 
property management companies that stand to benefit from 
increased demand for rental housing in markets across the U.S. 



With new multifamily properties and housing complexes being built 
at a rapid pace, the perennial challenge of generating leads remains 
more prominent than ever. To boost lead generation efforts and 
meet the growing consumer demand for more convenient digital 
experiences, multifamily property management companies are 
increasingly embracing technology to automate and streamline 
the leasing process. The industry is gradually shifting towards a 
“self-leasing” model,


which expands on the popularity of self-guided tours and allows 
prospective residents to drive the entire leasing process through user-
friendly technology. 



Providing prospects with the technology-enabled experiences they 
have come to expect not only increases operational efficiency, but it’s 
also a boon for increased customer satisfaction. Customers today 
expect seamless service from property management companies, akin 
to the ease and convenience offered by eCommerce stores and 
marketplaces. Technology, particularly AI-enhanced technology, helps 
businesses provide that level of service without the need to add 
additional staffing, which is particularly relevant in the midst of a 
nationwide labor shortage. 

The Big 5: 2022 Multifamily Trends

As the pandemic wanes, urban vacancies are expected to 
fully recover in 2022 while suburban vacancies will remain 
stable

The post-pandemic return to the office will boost urban 
multifamily demand 

Investors are doubling down on multifamily, with total 
investment volume expected to increase by 10% from 
2021 to $234 billion

Investors find strong non-coastal markets more attractive 
than ever, as markets in the sunbelt and tech hubs continue 
to surge  

There is growing importance placed on ESG 
(Environmental, Social, and Governance) compliant assets, 
particularly from European investors 

We recognized at CARROLL that, as the multifamily market became increasingly competitive, we needed to focus on 
quality lead management at scale in order to win each lease. We quickly realized that with a centralized lead 
management structure, we would need the help of technology to scale across our portfolio. We selected Hyro to 
deploy an AI-powered leasing assistant that could assist our lead management team in booking more tours.

Noah Echols, VP Marketing, CARROLL
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According to a KPMG Global survey, 58% of real estate market 
players have already embraced sweeping digital innovations and 
62% of real estate businesses now have a senior-level manager in 
charge of digital efforts. The COVID-19 pandemic has completely 
transformed traditional real estate, and according to all indications, 
this virtual shift in operations is here to stay. Increasingly, real estate 
and property management companies are turning to PropTech 
(Property Technology) to improve, deliver, and streamline the 
customer experience, transactions, marketing, lease renewals,

and more. 

The Growth of PropTech in Multifamily

Property Management

To meet the surge in demand for constant digital communication and 
engagement with renters and buyers, real estate companies had to 
adapt at warp speed, with no less than 64% of property 
management businesses investing in some form of PropTech. In 
contrast, organizations that failed to respond and migrate their services 
online found themselves losing millions of dollars in revenue and lost 
opportunities.



While digital transformation was already underway in the multifamily 
industry, the pandemic kicked it into overdrive. Technology has 
become the ideal enabler for companies and potential renters to 
communicate, as they progress in their journey from a lead to a 
bonafide resident. 



Adaptive Communications, including AI-powered leasing assistants, 
represents the next frontier in conversational AI technology that stands 
to revolutionize how multifamily property management companies 
engage, communicate with, and convert prospective leads.

We started the process of building out a centralized 
lead management team to assist our onsite teams 
with booking tours so that they could focus on what 
they are best at — providing superior experiences for 
serious prospective renters.

David Perez, Chief Operations Officer, CARROLL
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The Biggest Real Estate Challenges PropTech Can Help With
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Adaptive Communications is a new approach and technological 
milestone in the field of digital conversational interfaces, first 
conceived and developed by Hyro.



In essence, Adaptive Communications refers to capabilities 
endowing any communications channel, e.g., chatbots, virtual 
assistants, voice assistants, smart speakers, call centers, etc., with 
the adaptability and flexibility required to match the scale of growth 
of innovative multifamily property management companies.

Adaptive Communications is founded on advanced language-based 
techniques such as computational linguistics and knowledge 
graphs. Rather than following pre-set guidelines (as most AI 
conversational interfaces do), Adaptive Communications Platforms 
(ACPs) model the human language and are capable of parsing 
sentences and understanding context.

What is Adaptive Communications? 

A Hybrid Language-Based Approach of Using 
Knowledge Graphs and Computational Linguistics 

Adaptive Communications generates and saves property management companies millions of dollars by fully automating their customer-facing 
(and in many cases internal) communications channels. With a unique composition, these AI-powered leasing assistants are primed to eliminate 
costly and energy-consuming manual deployment and maintenance. In addition, their understanding of natural language and context allows them 
to fill in for or replace live support staff.

Scalability 

Easily expand for needed volume 
and use cases on top of strong 
NLU, across valuable platforms, 
services, and channels 


Simplicity 

Effortlessly stand up 
conversational interfaces 
across your digital ecosystem—
and forgo the high maintenance 
processes later on 

Speed 

Quickly ingest information 
from sources like websites, 
databases, APIs, and CSVs, 
and automatically update that 
content in real time 


Omnichannel

Enablement 

Natural 
Language 

Engine

Knowledge Graph 
Automation

Knowledge 
Graph 
Allows for instant deployment and

seamless maintenance (vs. manually

designing conversational flows)



Computational 
Linguistics 
Allows for high quality and rapid 
improvement without relying on data 
(vs. machine learning approach) 
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Adaptive Communications Platforms can be deployed across any 
digital channel as flexible conversational interfaces on your 
organization's website, mobile app, voice assistants, smart speakers, 
call centers, and more. Powered by a hybrid model of computational 
linguistics, Natural Language Understanding (NLU), and knowledge 
graphs, Hyro's Adaptive Communications Platform enables prospects 
to search for and zoom in on desired properties by filtering results 
(using voice and text) via attributes such as the number of bedrooms, 
square feet, amenities, and price.



With some large enterprises managing thousands of multi-family units, 
new properties, locations, and services are constantly added and 
demand continuous updates and revisions to organizations' webpages 
and datasets.

By automatically scraping and ingesting updated information from the 
multifamily organization's resources, Hyro's Adaptive Communications 
Platform eliminates one of the greatest pain points of deploying 
conversational interfaces; maintenance. 



The platform's end-to-end integration with Knock CRM, Entrata and 
other real estate CRMs and property management systems means that 
prospects can browse, contact sales, or even book their property 
tours all through naturally flowing conversation with an AI-powered 
assistants and have that information seamlessly logged in their profiles.

Property Tour Booking and Scheduling:1

Meeting the Top 5 Property Management Use Cases 
with Hyro’s Adaptive Communications Platform

Allows for instant deployment and

seamless maintenance (vs. manually

designing conversational flows)



Allows for instant deployment and

seamless maintenance (vs. manually

designing conversational flows)



The same scraping and ingesting mechanism that allows Hyro's ACP 
to keep property information up to date can be used towards handling 
working-hours and off-hours inbound calls from prospects and leads. 
Hyro’s platform provides multifamily property management companies 
with the capacity to capture and convert these previously unengaged 
leads by automating their reservation and support centers. AI-powered 
outreach for real estate makes it simple to interact with potential 
renters, buyers and sellers via their medium of choice, including 
websites, phone calls, email, social media, or even SMS.

Hyro’s data scraping and maintenance processes allow multifamily 
property management companies to transform their static FAQ 
website pages into a goldmine for natural language-based 
conversations, delivering relevant, up-to-date information to renters, 
buyers, and sellers at all hours. Hyro’s platform provides round-the-
clock AI-powered customer support for constant availability, even 
outside operational hours. Multifamily companies can automate almost 
all manual support services with and trigger handoff that routes to the 
appropriate live agent when needed.

24/7 Lead Generation and Qualification: FAQs and Support:2 3

THOUGHTFULLY DESIGNED 
INTERIORS

Relax in your spacious one-, two-, or three-bedroom 
apartment home at Carrington Hills, each. Featuring 
wood plank flooring, closet built-ins, and fireplaces 
in select homes, find your home here.




1 Bedroom |

|

|

Starting at  $1,195

2 Bedroom Starting at  $1,355

3 Bedroom Starting at  $1,767

Book a tour

CR Cooper Real Estate Search 

28 May 2021Insights Conversations Queries

2,782total leads generatedConversations appointments 
successfully booked 5,11332.6%

of users are asking about 
virtual tours

In-person tour


Virtual tour


Booked without a tour


 



46%

June 2021

459 Virtual Toursד

8AM-10AM 10AM-12AM 12AM-2PM 2PM-4PM 4PM-6PM 6PM-8PM 8PM-10PM

of users are trying to schedule 
between 2PM-4PM73%

Book a tour
Anna Marie

9AM, 2BR, Carrington

01. Ingest Information 02. Make it Conversational 03. Generate Insights

Virtual Assistant

Type “start over” or “help” at any time

1 Bedroom 2 Bedroom 3 Bedroom

Hi, how can I help you Anna?

Sure, which apartment in Carrington 
would you like to see?

Do you have an appointment for

 9AM tomorrow in Carrington?

The 3 bedroom please...

You’re all set for tomorrow 9AM. 

The code to the building is 3243.

[time] [date] [location]

[schedule]

powered by
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Hyro's Adaptive Communications Platform is a force multiplier for 
leasing agents, covering 100% of calls with 65%+ resolution rate. 
Its AI-powered assistants can handle repetitive, frequently 
exasperating questions freeing up live agents from dealing with menial 
and monotonous tasks. Adaptive Communications is instrumental in 
supporting and bolstering customer support. However, when 
necessary, renter interactions can be handed off to a live 
representative. Vital information such as the caller's name, age, and 
key details about what they’re looking for in an apartment (i.e. number 
of bedrooms and bathrooms, amenities, etc,) are collected by the AI-
powered assistant and delivered to the live agent before he or she 
takes the call, enhancing the speed and quality of their service.

Call Deflection & Routing:4

Allows for instant deployment and

seamless maintenance (vs. manually

designing conversational flows)



Hyro's ACPs conduct hundreds of thousands of renter interactions 
per day. Each of these exchanges contains valuable conversational 
insights that provide real estate organizations with a holistic and 
objective 360-degree view of their prospects’ requested residence 
attributes, questions asked, and topics raised. This data is 
automatically relayed and presented to decision-makers in a 
comprehensive dashboard that they can use to identify trends, pain 
points, and blind spots in their prospective renters' digital journeys 
and key areas of service that require attention and improvement. 

The Impact of Adaptive Communications on 
Multifamily Companies 

Conversational Intelligence:5

Already widely adopted across top U.S. multifamily property 
management companies such as CARROLL, Affinity, Western Wealth 
and Westland Apartments, Hyro’s Adaptive Communications Platform 
ensures seamless bi-directional communication through text, touch, 
and voice capabilities between clients and their prospects. As 
opposed to rigid intent-based chatbots and IVRs, Hyro’s platform is 
both linguistics and knowledge-based, meaning that its conversational 
AI learns human language first, then continuously layers use cases on 
top of that understanding engine.



Providing those conversational interfaces with a strong linguistic 
foundation allows multifamily property management enterprises to 
keep pace with ever-changing website content, datasets, and renter 
demands. As data is added or adjusted across websites, databases, 
CSVs, APIs, and other sources, Hyro automatically updates so that 
the information provided to prospects remains accurate. 

As a result, multifamily property management companies can 
automate their round-the-clock lead generation capabilities to 
accelerate operations and revenue, without funneling costly 
resources towards expanding their reservation center with live 
agents and a 24/7 sales team. With natural language capabilities, 
Hyro’s platform identifies the level of a caller’s intent, moving those 
with high intent down the funnel and deflecting-by-serving leads 
with low intent or answering general FAQs on the spot. By handling 
repetitive, low-skill tasks, Hyro allows agents to focus on providing 
superior customer experiences for serious prospective renters and 
win more leases.

Existing conversational AI solutions are expensive and could not be adapted to our specific use case. We found that 
Hyro was the perfect partner to build something specific to Carroll that scales across our portfolio

Noah Echolls, VP Marketing, CARROLL 

34%
Monthly increase in 
apartment searches for 
Phoenix, Arizona

Inefficient scheduling capacity

for property viewings this 
Sunday
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